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Tn the claims: 

Please amend the claims as set forth below: 



1 1 , (Previotisly Presented) A method, in a data processing system having a plurality of computing 

2 nodes, of managing incoming calls for an organization having a plurality of departments and a 

3 plurality of agents, the method comprising the steps of: 

4 receiving one or more incoming calls by a call manager object^ a call manager object 

5 being present in each of the plurality of computing nodes; 

6 creating an associated call object for each incoming call in response to receiving the 

7 incoming call; 

8 playing to the caller a voice menu describing a plurality of selection items in a department 

9 table corresponding to a department in the organization, each call object including the 

10 department table with which the call is currently associated; 

1 1 receiving one or more input signals from the caller in response to the voice menu played 

12 to the caller; and 

13 managing the incoming call according to a call-management policy based on the 

14 information contained in the table and the input signals from the caller to attempt to reach one of 

1 5 the plurality of agents of the organization. 



1 2. (Previously Amended) A method of managing incoming calls as recited in claim 1. wherein 

2 the step of receiving an incoming call includes the steps of: 

3 listening for an incoming call; and 

4 connecting to the incoming call when it occurs. 

1 3. (Previously Amended) A method of managing incoming calls as recited in claim U wherein 

2 the step of receiving one or more input signals from the caller includes the steps of: 

3 receiving a selection event from the caller by the call object; and 

4 determining from the selection event which of the selection items in the department table 

5 was selected by the caller. 
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1 4. (Original) A method of managing incoming calls as recited in claim 3, wherein the selection 

2 event is a DTMF tone produced by the caller, 

1 5 . (Original) A method of managing incoming calls as recited in claim 3, wherein the selection 

2 event is a recognized voice input from the caller. 

1 6. (Previously Presented) A method of managing incoming calls as recited in claim 1, 

2 wherein the table includes alternate routing information; 

3 wherein the step of managing the incoming call according to a call-management policy 

4 includes the steps of: 

5 determining if an agent is available according to the department table described in 

6 the voice menu; 

7 if the agent i$ available, obtaining the agent's directory number from the table, 

8 transferring the call to the agent, and disconnecting from the call; and 

9 if the agent is not available, handling the call according to alternate routing 

10 information. 

p 

\ 7 , (Currently Amended) A method of manaaine incomin g calls as recited in claim 6, A 

2 method, in a data proceGGing syGtom having a - plurality of computing nodoa > o f managing 

3 m eoming oalla for an orgonigation having a plurality of doportm e nts and a plurality of ag e ntG, the 

4 method cQmprioing tho PtopQ of: 

5 Toooiving one or more incoming oa V l s by a call manag e r objoot, a call monagor object 

6 being proGcnt in caoh of the plurality of computing nodos; 

7 ^ • caring an o fl p o oiat e d call objoot - for oach - inooming call in rosponco to rQcci\ing th e 

8 incoming call; 

9 flaying to tho call e r a vojoo menu dcGcribing a plurality of solootion itcmts in a doportmont 

10 table oorr e gponding to a dopartmont in th e organization, oaoh oall objoot inoluding tho 

11 de portment tablo wth whioh the call is ourrontly aGGOoiatcd, tho dopartmcnt table including 

12 wherein the alternate routing information includes- voice mail box information and operator 

13 information; 
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14 — roQoiving on e or moro input signals from tho callor in rooponao to tho voioo m e nu play e d 

15 t e - tho oallcr; and 

15 managing the incoming coll aooording to a call monagoment policy bac o d o n t he 

17 mformatk>n contained in th e doportmont table and tho input aignals from tho oollof - to att e mpt to 

18 reach ono o f th e plurality of agonta of th e organization by: 

19 -d etermining if - an - Qgont is availabl e according to tho dcportmont table d e soribod in tho 

20 voico monu; 

21 — obtaining tho agont ^s -dir - eotory number from the dopartmont table, tranGforring the call to 

22 tho ngf^^t fiTi<^ ^ir . nnnnQcting frnm tho caW^ if tho Qg o nt is avail Qblo: wherein the step of handling 

23 the call according to the alternate routine information includes the steps of: 

24 determining whether or not voice mail box is available for the department according to 

25 the departm e nt tabler if th e ag e nt is not availabl e; 

26 if voice mail is available, recording a message from the caller and storing it in the voice 

27 mail box > if voice mail is available ; 

2S if voice mail is not available, detennining whether the operator is available , if voic e mail 

29 is not availabl e; 

30 if the operator is available, transferring the caller to the operato r, if tho operator is 

31 availabl e; and 

32 if the operator is not available, recording a message from the caller in the default mailbox 

33 disconnecting from the calle ryif tho operator ia not avoilable ^ 

1 8. (Previously Amended) A method of managing incoming calls as recited in claim 1, 

2 wherein the organization has an organization database; and 

3 wherein the plurality of agents includes local agents and one or more remote agents, each 

4 of which can have access to the organization database. 

1 9. (Original) A method of managing incoming calls as recited in claim 8, wherein a remote agent 

2 is connected to the organization through an ISDN line. 
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1 10. (Original) A method of managing incoming calls as recited in claim 9, wherein remote agents 

2 communicate information to the organization over the D-channel of the ISDN using X.25 

3 protocol, 

1 11. (Original) A method of managing incoming calls as recited in claim 10, wherein the 

2 information communicated includes agent status and queries not visible to the caller. 

1 1 2. (Original) A method of managing incoming calls as recited in claim 8, wherein remote agents 

2 can communicate to each other and to local agents over the Internet, 

1 13. (Previously Amended) A method of managing incoming calls as recited in claim 1 , 

2 wherein the incoming call has caller ID information associated with it; and 

3 wherein the step of managing the incoming call according to the call-management policy 

4 includes: 

5 transferring the incoming call to an agent based on the caller ID information; and 

6 disconnecting from the call, 

1 14. (Previously Amended) A method of managing incoming calls as recited in claim 1, wherein 

2 the department table can contain Java objects. 

1 15. (Original) A method of managing incoming calls as recited in claim 14, wherein a Java object 

2 in the table is a voice menu file. 

1 16. (Original)A method of managing incoming calls as recited in claim 14» wherein a Java object 

2 in the table is an XML obj ect. 

1 17. (Original) A method of managing incoming calls as recited in claim 14, wherein a Java object 

2 in the table is a file object. 
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1 18. (Original) A method of managing incoming calls as recited in claim 14, wherein a Java object 

2 in the table is another table object. 

1 19. (Previously Amended) A method of managing incoming calls a$ recited in claim 1, wherein 

2 the department tables are JDBC-accessible tables, 

1 20. (Previously Presented) A method of managing incoming calls as recited in claim I, 

2 wherein the department table has a plurality of rows and colunxns; and 

3 wherein a row in the department table is selected by the input signals from the caller; and 

4 wherein the columns of the selected row contain information used by the call manager 

5 object to implement the call-management policy. 

1 21. (Currently Amended) A method of managing incoming calls as recited in claim 20 A mothod. 

2 m a data proo e saing G yo t om having a plurality of computing nod e s^ of managing incoming calls 

3 for on orgonigation having a plurality of dopartmontG and a plurality of - agonto, tho - method 

4 oomprifling the s t e ps of: 

5 r e c e iving ono or mor - e - incoming calls by a call managor obj e ct, o call manager obj e ct 

6 being pro G CH » t 4 n caoh of the plurality of computing nod es ; 

7 creating an assooiatod call object - for each incoming oall in r e sponGO to roooiving the 

8 i nooming coll; 

. 9 ■ playing to the caller a voic e menu doGoribing a plurolit>^ of solootion it e ms in a dqaortmont 

10 tabl e oorr e aponding to a d e portment in the organization, e ach call object including th e 

11 department tabl e w^ith which the call ifl ourrontly a ss ooiat e dy 

12 w^horoin the d e partment tabl e has a plurality of rows and columns, 

13 whoroin the rows aro solootod by the input calls from tho call e r, and 

14 " whoroin the columns of tho Golootod row^ contain information us e d by tho oall manag e r 

15 object to implem e nt a call monagomont polioy , wherein the columns of the selected row include 

16 tfi oiuding fields for specifyingi,a voice menu file for the selected row, the availability of an agent, 

1 7 the agent' s directory number, the availability of another department[J and the availability of 

18 voice mail for the deparUnent for the call-management poHcy^[;] 
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19 roooiving ono or mor e input signols from the callor in - rospenso to tho v^i 6e 4n e ft^ ■ playod 

20 to tho oallor; mid 

21 managing tho inooming gqII acoording - to tho oqU managomontpolioy bas e d on tho 

22 information oontainod in tho tabl e and the input aignala froni tho oaHor to attempt to r e aoh ono of 

23 the pluraliti f ' of agontG of tho organisation. 

1 22. (Previously Amended) A method of managing incoming calls as recited in claim I, wherein 

2 each call object is an element of an array of call objects managed by the call manager object. 

1 23* (Previously Amended) A method of managing incoming calls as recited in claim 1, wherein 

2 the call manager object can invoke any one of the call objects to play a voice menu, record a 

3 caller message^ to transfer a call, or to obtain another department table for the call associated 

4 with the call object. 

1 24. (Previously Amended) A method of managing incoming calls as recited in claim 1, wherein 

2 the call object is capable of being coupled to an ISDN PSTN system and capable receiving notice 

3 of and responding directly to ISDN events upon their occurrence. 

1 25, (Previously Amended) A method of managing incoming calls as recited in claim 1, wherein 

2 the call manager object is capable of being coupled to an ISDN PSTN system and capable of 

3 receiving notice of and responding directly to ISDN events upon their occurrence. 

1 26. (Previously Amended) A method, in a data processing system having a plurality of 

2 computing nodes, of managing incoming calls for an organization having a plurality of 

3 departments, an organization database and a plurality of agents, the method comprising the steps 

4 of: 

5 (a) receiving an incoming voice call by a call manager object, a call manager object being 

6 present in each of the plurality of computing nodes; 

7 (b) creating an associated call object for each incoming call in response to receiving the 

8 inconaing call; 
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9 (c) playing to the caller a voice menu corresponding to a plurality of selection items in a 

10 department table for the organization, each call object including the department table with which 

1 1 the call is currently associated; 

12 (d) receiving an input signal from the caller in response to the voice menu played to the 
1 3 . caller, the input signal specifying one of the plurality of selection items in the department table; 

14 (e) detennining whether or not an agent is available for the selected item in the 

1 5 department table; 

16 if an agent is available, (f) obtaining the agent*s number from the department table and 

17 transferring the call to the agent and continuing at step (h); 

18 if an agent is not available and if another department table is available, (g) obtaining 

1 9 another department table from the organization database and continuing at step (c); and 

20 (h) disconnecting from the caller, 

1 27. (Previously Amended) A method of managing incoming calls for an organization having a 

2 plurality of departments, an organization database and a plurality of agents as recited in claim 26, 

3 further comprising the steps of: 

4 prior to step (h), 

5 if another department table is not available, (j) determining from the table whether 

6 department voice mail is available; 

7 if department voice mail is available, (k) recording a voice message from the 
. 8 caller; 

9 if department voice mail is not available, (1) determining whether an operator is 

10 available; 

1 1 if the operator is available, (m) transferring the call to the operator; and 

12 if the operator is not available, (n) recording a voice message from the caller. 

1 28. (Previously Amended) A call management system for an organization having a plurality of 

2 deparmients and a plurality of agents, comprising: 

3 a plurality of computer processing nodes; 
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4 an ISDN interface adapter connected to multiple ISDN B-chaimels and at least one 

5 computer processing node; 

6 a main memory included in each computer processing node connected to an ISDN 

7 channel, wherein the main memory stores a computer program instructing the computer 

8 processing node to carry out the steps of: 

9 receiving an incoming call from a caller by a call manager object; 

10 creating an associated call object for each incoming call in response to receiving 

U the incoming call; 

12 playing a voice menu corresponding to a plurality of selection items in a 

13 department table for the organization to the caller over an ISDN B-channel, each call object 

14 including the department table with which the call is currently associated; 

15 detecting incoming signals from the caller on an ISDN-B channel in response to a 

1 6 voice message played for the caller; 

17 accessing the table based on the incoming signals from the caller; and 

18 connecting the caller to any available agent according to a call-management pohcy 

19 based on the table, 

1 29, (Previously Presented) A storage medium for a data processing system having a plurahty of 

2 computing nodes, the medium having stored thereon a program for managing incoming calls for 

3 an organization having a plurality of departments, and a ptoality of agents, the program residing 

4 on each computing node of the data processing system and instructing each node to carry out the 

5 steps of: 

6 receiving one or more incoming calls; 

7 creating an associated call object for each incoming call in response to receiving the 

8 incoming call; 

9 playing to the caller a voice menu describing a plurality of selection items in a department 

10 table corresponding to a department in the organization, each call object including the 

1 1 department table with which the call is currently associated; 

12 receiving one or more input signals from the caller in response to the voice menu played 

13 to the caller; and 
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14 



managing the incoming call according to a call-management policy based on the 



15 information contained in the table and the input signals from the caller to attempt to reach one of 

1 6 the plurality of agents of the organization, 

1 30. (Currently Amended) A computer proces$ir>e storage medium as recited in claim 29 -A 

2 s torog e m e dium for a dato proooGfijog oystom having a plurality of computing nod es , tho medium 

3 having stor e d th e r e on - Q - program for managing incoming ■ call s for on organization having - a 

4 plurality of d e partmonto^ and a plurality of - agcnts r the program r e siding on e ach • computing nodo 

5 of th e data prooooGing - systcm - ctrKi^nstruoting each nod e to oarry out tho estops of: 

6 roooiving on e or mor e incoming calls; 

7 creating an associat e d call objoot for oaoh incoming - qqII - in r e spong e to roooiving tho 

8 inoomingoaHs 

9 playing to th e call e r a voic e m e nu d e scribing Q plurality of s e l e ction it e ms in Q doportmont 

10 tablo corr e sponding to a departmont in tho organization, e ach call objoot including tho 

1 1 d e partment tablo with which the call is curr e ntly assooiat e d r w hercin the d e partm e nt table 

1 2 includes agent availability information and alternative routing informationj^;] 

13 — r e c e iving on e oi ^ moro input -si gnal s from th e caller in rosponoo to the voic e m e nu play e d 

14 to t ho oallcr; and 

15 managing th e incoming oall aooording to - a oall - manugcmont policy boaod on - th e 

16 information contained in tho department - table and the input Gignola fr o m th e caller to attempt - t e 

17 r e ach on e of tho p l urality of agont s of th e organization. 

1 31. (Previously Presented) A call management software system for managing incoming calls to 

2 an organization having a plurality of departments and a plurality of agents, the system 

3 comprising; 

4 a call object associated with each incoming call, the call object including a plurality of 

5 call object methods and a table associated with a department, the table containing information to 

6 guide the management of the incoming call; and 

7 a call manager object being present in each of a plurality of computing nodes and 

8 including a plurality of call manager object methods, the call manager object for creating a call 
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9 object for each incoming call, for embedding the table into the call object and for invoking 

10 methods of the call object based on the information in the table to attempt to transfer the call to 
\ I an agent of the organization. 

1 32. (Previously Amended) A call management software system for managing incoming calls to 

2 an organization having a plurality of departments and a plurality of agents, as recited in claim 3 1 , 

3 further including a Java-ISDN interface program for implementing one or more of the call object 

4 methods in native code and for providing an interface which allows the call manager object and 

5 call objects to respond to hardware events pertaining to the incoming calL 

1 33. (Previously Amended) A call management software system for managing incoming calls to 

2 an organization having a plurality of departments and a plxirality of agents as recited in claim 3 1 , 

3 wherein the table is a JDBC-accessible table. 

1 34. (Previously Amended) A call management software system for managing incoming calls to 

2 an organization having a plurality of departments and a plurality of agents as recited in claim 31, 

3 wherein the table contains Java objects. 

1 35. (New) A method, in a data processing system having a plurality of computing nodes, of 

2 managing incoming calls for an organization having a plurality of departments and a plurality of 

3 agents, the method comprising the steps of: 

4 receiving an event indicating a call from a non-object software driver that is connected to 

5 communication hardware; 

6 receiving notice in a non-object driver interface software of the call event from the 

7 software driver; 

8 receiving notice by a call manager object of the call event from the driver interface 

9 software, a call manager object being present in each of the plurality of computing nodes, and 

10 each call manager object including an observer method, a table access method, and a call object 

1 1 activation method; 
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12 activating a call object for each call in response to receiving notice of the call from the 

1 3 driver interface layer, wherein the activated call object includes a department method for 

14 embedding a department table into the activated call object, a play method for playing a voice 

1 5 menu to a caller, a record method for recording a voice message from the caller, a get number 

16 method for obtaining a number to which a call may be transferred, and a transfer method for 

17 transferring calls to a number; and 

1 8 embedding a department table into the activated call object by invoking the depaitraent 

19 method of the call object, the embedded department table becoming the current department table, 

20 wherein the department table includes an agent field that indicates whether or not a particular 

2 1 agent is availab le; 

22 causing the associated call object to play to the caller a voice menu by invoking the play 

23 method of the activated call object, wherein the voice menu describes a plurality of selection 

24 items in the current department table, the voice menu being sent to the caller via the interface and 

25 driver software; 

26 receiving, by using the observer method, a selection event input from the caller in 

27 response to the voice menu played to the caller, wherein the selection event input is received via 

28 the driver and interface software; 

29 accessing, by using the table access method, the agent field in the current department 

30 table in the activated call object based on the selection event input to determine whether or not a 
3 \ particular agent is available; and 

32 if the particular agent is available based on the current department table, obtaining the 

33 particular agent's directory number by invoking the agent number method, and causing the call to 

34 be transferred to the number of the particular agent, by invoking the transfer method of the 

35 activated call object. 

1 36. (New) A method of managing incoming calls as recited in claim 35, 

2 wherein the activated call object includes a get next menu method for obtaining another 

3 department table; and 

4 further comprising. 
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5 



if the agent is not available based on the current department table, obtaining 



6 another department tabie» using the get next menu method of the activated call object, embedding 

7 the other department table into the activated call object using the department metliod, the other 

8 department table becoming the current department table, and accessing, by using the table access 

9 method, the agent field in the current department table in the activated call object based on the 

1 0 selection event input to determine whether or not a particular agent is available; and 

1 1 if the particular agent is available based on the current department table, obtaining 

1 2 the particular agent's directory number by invoking the agent number method, and causing the 

1 3 call to be transferred to the number of the particular agent, by invoicing the transfer method of the 

14 activated call object. 

1 37. (New) A method of managing incoming calls as recited in claim 35, wherein the selection 

2 event is a DTMF tone produced by the caller, 

1 38. (New) A method of managing incoming calls as recited in claim 35, wherein the selection 

2 event is a recognized voice input from the caller. 

1 39. (New) A method of managing incoming calls as recited in claim 35» 

2 wherein the organization has an organization database; and 

3 wherein the plurality of agents includes local agents and one or more remote agents, each 

4 of which can have access to the organization database. 

1 40, (New) A method, in a data processing system having a plurality of computing nodes, of 

2 managing incoming calls for an organization having a plurality of departments and a plurality of 

3 agents, the method comprising the steps of: 

4 receiving one or more incoming calls by a call manager object, a call manager object 

5 being present in each of the plurality of computing nodes, wherein the call manager object 

6 includes an observer method and a table access method; 

7 creating an associated call object for each incoming call in response to receiving the 

8 incoming call, wherein the call object includes a department method for embedding a department 
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9 table in the associated call object, a play method for playing a voice menu to a caller, a record 

10 method for recording a voice message from the caller, a transfer method for transferring calls to a 

1 1 party, and a department table that is accessible by the call manager object via its table access 

12 method and includes a voice mailbox field and an agent field; 

13 causing the associated call object to play to the caller a voice menu by invoking the play 

14 method of the call object associated with the call, wherein the voice menu describes a plurality of 

15 selection items in the department table corresponding to a department in the organization, the 

1 6 department table being associated with the current call; 

17 receiving, by means of the observer method, a selection event input from the caller in 

1 8 response to the voice menu played to the caller; 

19 detemiining whether or not the agent field and the voice mail box field are empty by 

20 invoking the table access method of the associated call object; 

21 causing a caller's voice to recorded, based on a selection event input by the caller, by 

22 invoking the record method of the associated call object; and 

23 causing the call to be transferred, based on the selection event input of the caller, if the 

24 agent field is not empty, by invoking the transfer method of the associated call object, wherein all 

25 of said steps are performed by call object's interaction with said call manager, and without call 

26 objects having to instantiate any additional objects* 

1 41 . (New) A framework for implementing a Java Based telephone call distribution system, 

2 capable of managing the distribution of incoming calls to a plxu^Uty of agents, the framework 

3 comprising: 

4 at least one call object having a class corresponding to a first of two Java telephony object 



5 types, and including a department table, each call object possessing at least a listen( ) method 

6 capable of listening for specific types of calls, a dept( ) method capable of embedding a 

7 department table in said call object, a transfer( ) method capable of initiating a call transfer, an 

8 agent( ) method capable of accessing an agent field of said department table, a play( ) method 

9 capable of playing to a caller a voice file retrieved from the department table, a record( ) method 
10 capable of recording caller voice and saving through said department table, and a readDTMF( ) 
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1 1 method capable of accessing DTMF tones from a caller and using said tones as an index into 

12 said department table; 

13 a call manager object having a class corresponding to the second of two Java telephony 

14 object types, and implemented in each node of the distributed system, said call manager object 

15 creating a call object for each incoming call and possessing an observe( ) method capable of 

16 observing events associated with said call object; and 

1 7 an interface layer that is accessed by said call manager object and said call object and that 

1 8 provides a Java native interface to ISDN driver software; 

19 wherein said Java objects and said Java native interface software are capable of being 

20 compiled by a Java compiler and executed on a Java Virtual machine with no other telephony 

2 1 obj ect s being required for operation. 
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